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Performance Repons
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Staff Recommendation
Service Quality Measurements

Performance Repons
PROVISIONING

Perceat ProvisioDiaS! Troubles withia 30 daY! of IastaJlatioD

LClQIJara=
TMIIIa(cue & BIT)

UNI ....D.iIa x x
UNlD.iIa x x.....~ x x......-- x x....~ x x
UNI·~wILNP x X
BST.RaIiI........ X X

BIT........... X X

an.....-. x x

Exhibit A

PROVISIONnolG General Order dated Augu.t 31,1991
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Stafl'Recommendation
Service Quality Measurements

Performance Reports
Exhibit A

-..

Function: Coordinated Customer Convenions
Measurement nus category measures the avenge time it takes SST to disconnect an unbundled loop
Overview: from the SST switch and cross connect it to a CLEC's equipment. This measurement

..applies to service orders with and without LNP. Jrith 1M M,MI!! W J and when:
the a.EC has n:qucstcd SST to provide. coordir tedcut~

Measurcme:at 1. Average CoordiII&Uld CusIomcr Coavenion l1da\'aI • (2: (Completion Date and
Mctbodology. Time for CRIll Conncctioa oraD u"""ncUed Looplwi'"~DiscoDDllCtion

Date IDd Tame fX aD UnlI......1ecI Lo. willi r.MI»)) I TGlai Number ofUnblpndJed
Loop Orden .....uRI for the rc:poniDa period.

-
,.

DimcDsioos: Excluded Situatioas:

• CLEC Specific • My order canceled by die CLEC will be
• CLEC Aggrepte excluded from this measurcmcat.

• State, Regional and~ Level • Delays due to CLEC !oUowiDg disconnection
ofdie qabomcf'ed loop

• Ally order where tile a..EC hu DOt rcqucsaed &

caonIiDafed cut CMlI'

• UnIJnndIed 1.oopI where tberc is 110 existing
IUbIcriber loop. -. -- .

Data R.etaiDed to CLEC ExDerieace: D. R.eWDed Re1atUl. to SST PerformaDce:-. .. Report MoDth No SST AIialog Exists•
• a..EC Order Number
• Order Snbmi-iOil Date

• Committed Due Date

• SeMceTwe

U Change rdlcds Statrs J'CCO!Dme:nd"'icm thai UNEs be.~ betweeD !bole willa INP IDd witbDut
INP as well as with ad witbout LNP. This is consistent with the PCC NOIicc ofPJoposed PglcnpJcjDI. wbc:re
BdlSouth has iDdicared that the 1cYe1 orproduct dislgrepoon is 'CCCptJlble.
14 IbicI.
IS MSA MIS added to rd1cct StaJrI J'CCO!Dmnut.tioD tbal posnphic diugpepUoa reBcct MctrupolitaJl

Sr.dsdca1 Aras. GeDent Order dated August 31, 1998
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PROVISIONING

Coordinated Customer Conversions

Sta1f R=ommendatioD
Service Quality Measurements

Perfonnance Repons
Exhibit A

' ..

" Cbaap Rf1ectI Std'. I'CICM'mendaaioD tbIt UNEa be~ betweea tboIe with INP aad witbaut
INP u well u with IDd witbaut LNP. TbiI is COIIIiIIaIt with die~¥MiI'Ofl!tl ••""_1~8
BdlSouth bas indicated dial the lcw1 ofproduc:t disIgrepdoD is ecc:cpIable

"20



PROVISIONING

StaB'Recommendation
Service Quality Measurements

Per!ormanc:c Reports
Exhibit A

Faaetioll: Averaft COIllDletioD Notice laterv"
Meuumaea. Tbc receipt of I completion notice ''''V the a.EC from BST worms the carrier that
Oftniew: their formal re1atioDship with I custol ~ bas bepD. This is useful to the CLEC in that

klct.s tbem know tbIt they caa beIiD with ICtivities such IS billiDg die CUSIOmcr for
service.

"
'"

Measurement 1. Average Completion Notice Interval· I[(Date & Time ofNotice of Completion)
Methodology: - (Date &1 Time af'Work Completion)] I (Number af'Orders Completcdl1 in

RepOrting Period)

DefiDitioo: Tbe Completion Notice 1.Dtaval is the elapsed time between the BST
reponed complcdoo ofwork IDd the ian''R 011 valid c:omp1ctioD DOtic:e to the
a.EC. 1ba'c is DDcquiYalc:at BST Rdail Mx-'fiII!fIt

Rnorda~Dbaealloa: Esdaded Sltutlou:
Uader--;;;' ~ .

", UDder• •
Data Retallied ReI.th..! to CLEC ESDerieace: Data It&tlloed RdatiD~ to BST Performance:

• UDder Deve10pmcIIl • NlA "

Averaae Coaapledoa Notice latcrval
R.eDortcd Mon1b:

Averale 1DIerval
CLECA
CLEC AGGREGATE
• Resale RaideDc:e X

• bale Busiaess X

• Resale Soecial X

Paae21
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MAINTENANCE &; REPAIR

Staff Recommendation
Service Quality Measurements

Performance Repons
Exhibit A

Function: ass ResPOnse Interval
Measurement • 'Ibis measure is designed to monitor the time required for the CLEC interface
Overview: system to obtain from SST5lepcy systemS the iDtormatioD Rquin:d to handle

m'imcuacc aDd r .vfimctions. Tbis measure also ad4.'liSC$ the availability of
tbie OSS iDIerface for i,'JIir aDd m·j"'eaa"CIC.

Masuremeat 1.. OSS Ioterfacc Availability· (Actual A'VIilIbUity)l(Scbec1nlcd Availability) X 100
Methodology:

Definition: This measure shows the percentalC of time the OSS i.Dtcdac:c is actually
available compared to schcduJed availability. AVailability pen::eIltageS for the CLEe
IDd SST interface systems aDd for legacy sysrems ao:-cscd by them are captured.

Metbodology: MeehaD;ztd reporu from OS5&.

2 OSS Response IDtenIJ • Aa:ea Timel iD 1DcIaDeDtI ofLCII TbaD or Equal to 4
SeooDds GreaIer 1baD 4 SecoadI but Lea TbaD or Equal 10 10 Secon"s Lea 11wl or
Equal to 10 Secoads. Grater 1'bIIll0 Sempck, or Grarcr T'b11130 SeawM's

DefinitiOD: Rapoase iaIc:rvalI ale dctamiDedby IUbtnc:tiDI the time a request is
submiaed &om the time the rapoDIC is iecc:iwed. Percat... ofaequests falling into
the categories listed above are rqxmed, a1oD& widL the ICQ1alIl1llllber of requestS
fiI1iD& into those eatqorieI. TIaiI measureJ)lOVides I method to ClDIIIPIJ'e BST aDd
a.EC respoue times for ecx:essiDg the ieIKY dIra aeedl:d for maiDtcDaDcc &; J'4'Iir
fiJDCIioaI

MetbodoIORY. Mec:b.njzed reDOitI from ass.. ",

dRe aI III rfoSS MalDtcaaacc aa !Dl r tc ace Avallablllty
OSS laterfacc % AvailahiDtY
aJ!CTAfI X
BSTTAFI X
LMOSHost X
MARCH X
SOCS X

General aider dated August 31, 1998
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Staff Recommendation
SCrvicc Qualit}' Measurements

Perfonnancc Repons
Exhibit A

MAINTENANCE & REPAIR

OSS MAINTENANCE AND REPAIR --tsPQNSE INTERVAL
'........r_ ..

'"
T.....aiaD TClIIIa , S4~ !4I.SIO.... SIO-OII- > lOla >:8 ...

T~N... Qo5 = :: ..... = :: aa: :: : ~ :: :; aa: :: : Qo5 = ~
eRlS
.0.. x X X X X X X X X X X X X X X X X X
·~of'TOIaI X X X X X X X X X X X X X X X

DLEllt -
'.'.c.... x x x x· x x x x x X X X X X X X X X

.~O(TCUl X X X X X X X X X X X X X X X
DLR
·COlB X X X X X X X X X X x· x x x x x x X
.~O(TCUl X X X X X X X X X X X X X X X

OIPCM
·CGuat X X X X X X X X X X X X X X X X X X
·~O(TCUl X X X X X X X X X X X X X X X

LMOI
·CGuat X X X X X X X X X X X X X X X X X X
·~O(TataI X X X X X X X X X X X X X X X

UIOIupd
~CGUat X X X X X X X X X X X X X X X X X. X
·~O(TCUl X X X X X X X X X X X X X X X

WARCH x...·CGuat X X X X X X X X X X X X X X X X X
.~O(TataI X X X X X X X X X X X X X X X.......
·CGuat X X X X X X X X X X X X X X X X X X
·~O(TCUl X X X X X X X X X X X X X X X

SOCS
·Caca X X X X X X X X X X X X X X X X X X
·~ofTCUl X X X X X X X X X X X X X X X

LNP
.CGU5 X X X X X X X X X X X X X X X X X X
·~O(TCUl X X X X X X X X X X X X X X X

General Order dated August 31, 1991
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MAINTENANCE AND REPAIR

FUDaion:

McaswaDcDt
Mefhodololr.

Staff'Recommendation
Service Quality Measurements

Performance Repons
Exhibit A

Definition: This IIIeaSUR demonstrates aD average respoDSC time for the CLEC to
COIItIa. SST repraearaIiw

. C=ters Automatic Call Distributors.

Aftra Aanrer nme •

. Total x

Geaeral Order dated August 31, 1991



MAINTENANCE &. REPAIR

Staff' Recommendation
Servic:e Quality Mcasun:ments

Perfonnanc:e Reports
Exhibit A

'.

"

Function: Missed RcDair ApDOintments
Measurement . When the data {or this measure is collected for BST ancl.a CLEC it can be used to
Overview: compare the percentaae ofaccurate estimates of the time n:quirec1 to complete service

reoai.' for BST and the a..EC.
MeasuraDcnt 2. Patca. "Be ofMisled Repair Appointments - (Coum ofCustomcr Troubles l'oIU:
Mdhodology: ResoMd by the Quaced RaoIutioa Time aDd Date) I (CouDt ofCustomer Trouble

rackets Closed ) X 100.
'.

Definition: Pertenl of trouble reports not deared by date IDd time committed. Note:
Appointment intervals VI!)' with fora: availability in the POTS aMroDJDeDt Spccia.ls
and Tnmk intervals are staDdanI intenal appoiDImentJ of DO pater than 24 hours.

Methodology: Mechlnized metric from majmmallQl: I).

Dimeasioas: Excluded S;tpetjons:

• C1.EC Speci6c • TraabIe ticbII '" e'ed It the a.EC request

• a.EC AgrepIe • BST traubIe rcportI...aatect with iDIcmaJ or
• BSTAgrepte IdIDiD.i.ItIatM ICrYice

• State, Regicmal and~Lcvd

Data RetaiDell RdatiDI to CLEC ExDerieace: DaIa Retained to BST PaformaDce:.
• Report Moada • RepanMaada
• QJ!C TICket Number • BST TJc:bt Number
• Ticket Submission Date • rlCbt Sabnrission Date
• Ticket Submission Time • racket Submission TUDe
• Ticket Completion rune • T1c:kct Completion Time
• Ticket Completion Date • Ticket Completion Date
• Service Type • SerYic:e Type
• Disposition and Cause (Noo-DesigDINClD-Specia1 • Dispasitioa IDd Cause (NclD-DcIip/Nca-Spccial

aaly) cay)
• State Region and~' • Slate JleIion and~

'.

II MSA was added to rdlcet Stafrs recommendation that JClOpapbic disagrcption rdlect Meuopo!iru
Stltislical Alas.

l' lbkl
20lbicL

..

General Order dated August 31,1991



MAINTENANCE & REPAIR

Staff Recommendation
Scrvice Quality Measurements

Performance Reports
Exhibit A

Milled ReDair ADDOiDtmeaU
Taul 0-.. No-c.lIIdt

CLECIEU a.,T CUC/£U SST
LAICII .....='*'t. T~·•

•T....
....a.-- X X X X X

·T'" X X
....a.- X X I X X I X

.T'" X X
Jtaal•• 0.'1" .. I I

·T'"
UNle-.." I I

·TalIII
UNlNcae.- x X I X X I X

.T" X X
BIT

IAIIII .... TNIIIaI"......... X X X

.....~ X X x
-.uc.-. •• x x , x
N...·: eu.--TI'llUbIe too 1a1lllw lIil'.TftIIIb aIII.... Ii- IISIIPS.'...-.._ bIIIIdIed aD.

priariIy &It iII, ...

General Order dated August 31, 1998



MAINTENANCE a. REPAIR

StaffRec:ommendatioD
Servia: Quality MeastlRmcnts

Performana: Repons
Exhibit A

Function: Customer Trouble R.eoon Rate
Masurcmen. I ThiI measwe CaD be t -d to establish the frequency (rate) of, '''la1l1Cl' trouble repons
Overview: aDd' to COIDDllt: '1EC with SST results. .
Meuuremem 1. CuItomer Trouble Report RMe • (CouDI tJI JDitiI1 aDd Repeated Trouble Repons in
Methodology: the Current Period) I (Number orService AD:x:a Una ill Service at End of the Repo~

Period) X 100. Note: Laca1 Inteteonnection Truaks are reponed only as total
troubles. "

The euiIomer Trouble Report Rase is computed by IICQIIII1II.ati tbC number of
m'intr:n.nczJDitiallDd repelWld anu,1c repDJtI duriD& the RpOItiq periocl. The
resulting number oftrouble rqJOrts are dMdod by 1he toIalllUlDber ofMscrvia: aa:css
1iDeI'" existiD& for CLECs &lid BST respectiYeIy It the cad tJlthe ,..,r0periocl.

DcfiaitioG: lDldallDd repelled en.emu cIinlc:t or n:!emd troabIa reponed within a
c:aJendar moath (Where C8UIe is DOt ill c:urici eqaipment) per 100 liDesfciRuits ill
avicc.

0,

Mdb0d01ogy: Mechanized meutc for trouble rep:JrtS and IiDa ill service.

DimeaIioDI: Pzdnded Si"·r..:
• CLEC Specific • Trouble tickcIs C''''CCJed at the CLEC request
• CLEC Agtepte • BST tnJubJe reports associated with

• SST Agrcpte Idministtativc service
• State, Regional and~ 1..eYd

Da1a RetljDed R.e1atiDa to a.EC : 0.ReriiDed to SST PcrfoI1DaDCC:

• Report MODIb • RqxxIMoatb
• CLEC Ticket Number • BST Tac:kd Number
• TlCbl SubmiuioD Date • TIda:t Submissjon Da,
• TicIa:r SubmisIioIiTime • TIda:t Sgbmissjon TUDe ,~ 0',

• racket Completion Tame ° • racket Completion TIlDe 0',

• Ticket Completion Date • Tac:kd Complctioa Date
• Semc:cType • ScrYic:c t)pe
• Disposition and Cause (NClD-DaiplNCJDoSpecial • DiIpoIiIioD &lid Cause (Nca-DcsipINoD-SpeciaJ

aaIy) aaly) 0
• SCatc R.e2ioD and MSAD • s..R.eIioIl and M!lL\.D

21 Ibid.
2Z.Ibid.
DIbid,
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swrRecommendatiOD
Service Quality Measurements

Per!onnanc:e R:pons
Exhibit A

MAINTENANCE &; REPAIR

RaCustomer Trouble ReDOrt Ie
~ No~· T"

1.-1... .T..... A X X.....-- X X X......-- X X X

..... DeIip X X X

UNE~ x x x
UNENGlDIIiF x x X

1ST

!.-alMa
T__

X X X......... X X X...~ X X x
---e-. x x x
UNI Loap wr1.NP X X

General O"mer dated August 31, 1998
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MAINTENANCE &. REPAIR

Staff Rcc:ommcndation
Service Quality Measurements

Perfonnance ReportS
Exhibit A

Function: OuaJity of Reoair & Time to Restore
I Measurement 'Ibis measure, when collected for both the CLEC r~ SST and compaRd, mo'\itors

,,"'wrview: that a..EC maintenance . are cJeare4 COIllDll':"b' 10 SST mlintenanoe k,·'P!!L

Mcuurement 3. Majnt""JW: Awrqe DunI:ioD. (Total Duratioa IUDe from the RIlCCipt to the
Methodology: Clearina of Trouble Reports ) I (Total Troubles)

4. Percent Repeat Troubles wilhiD 30 Days • (Total Repeated Trouble Rcpons within
.. 30 Days) I (Total Troubles) X 100

5. Out of SeMc:e (OOS) > 24 Hours • (Total Troubles OOS > 24 Hours) I (Total OOS
Troubles) X 100

DefiDition: For Out of SeMce TroubIeI (DO dill toaI:. CIIIDOt be ClUed or CaDDOl c:al1
GIll): the pacx:Dlqe oftlaUblcl dared ill CXI:CII~24 bouzs.

.. -
For Pen:=l Repeat TnlUbIe Repons withill30 o.,s: TIOUbIc reportI OIl the same
liDcIc:irc:uit IS • pnMClUI aouble report within the ... 30 C'1c:ndar days as • perClCDt of
total troubles reported.

For Awrasc Duratioa.: Avaqe time from Cbc receipt of. aoub1e UDIil !be tndt1e is
eland.

MethodoIOIV: MecNnizrd metric from maiDteaanoe st

.. Dimcns::ons: Excluded Situations:

• CLEC Specific • Trouble Rp)rts caacelcd at the CLEC request

• CLEC Agrepte • SST trouble reports .uocimd with
• BSTAgIepte admiDistratiw Il:IVic:c
• State. RetD.oaallDd MSA.a4 1.AMl
Data RetaiDcd RclatiDR to CLEC Data RaaiDed to BST PafonDaDce:

• Report Month ." • R.epon MoDth
• TowT1CkcCI • TCMlTraubla
• CLEC TICket Number • PerceDtage of Customer Troubles a. of
• Ticket Submission Date Scm<:c> 24 Hoan
• TICket Submission TUDe • Total aDd Percent Repeat Trouble R.cponI with
• TICket Completion Time 30 Days

• TIcket CompleOoD DIIe • TCUI DuratioD Time
• Total DunIioD Time • Service Type
• SeMc:eType • DiJpoIidoa ade-e (tbl-DctipJNClDoSpeQa1

• Dilp"'itjon aDd Cause (NcID-Desip/Nall-Special caly) .
cmly) ." • State RqioD aDd~

• State Ruion and MSA.2S

24Jbid.
zslbid.
~lbi4. General Order dated August 31, 1998
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Staff'R.cc:ommcndation
SeMc:e Quality Measurements

Performance Reports
Exhibit A

MAINTENANCE &. REPAIR

DuMaiDteDlDce Averue ratloD
I e.-dI NoDurllldl Toul

LocaIIoiIa.___Tnna I x x x........... X X X

-.-...... X X x
a-a.e-. x x x
UNlo... x x x

UNlNaae-. x x x

1ST

1.-1'- T,,* X X X........... X X X.......... X X X

.....0.-. X X X

Percat ReDeat Trouble wlthla JO Dan
~ Noc.....ll TaIIl

Local.. _T..... X X X........ X X X........ X X X.....~ X X X

UNlo.iIlI X X X

UNE )olaft Dr:lutII x x X

SST

1.-''-_ T,,* X X .x ............ x x X......... X X X

ll.IIIiIo.-. X X X

st 31,1998

c.....Il Moo-..... T'"
L.-MI .... T..... X X X......... X X X.......... X X X...~ X X X

UNI~ X X X

UNlNaar:-. x x x
8ST

1.-''- aliT.... X X X........... X X X......... X X X
r

Il.IIIiIDIM! X - . -. . . • Au! mX t.



Staff'Rcc:ommcndation
service Quality M~ments

Perfonnance Repons
Exhibit A

BaLING
Fuaetioa: Iavoice Accuracy" TimcliacSl
Measuremeat .. The acc:uracy of billing invoices delivered by BST to the CLEC must provide CLECs .
Overview: with the opportunity to deliver bills at lcasl as ICQU'lte as those delivered by BST.

Produc:ial and compariDa this Dl(. o;umneal result (or both the CLEC and BST allows
a detamiDatioa as to wbelhe:r or Dot "lit\' Cltists.

Meuuruaeat L lawke AccarKJ • ((Total Local semca Billed IteftMa dariae CUrftDt
Methodoloar. moatb) • (rrotal Adjultlllat Revalues dariae curreat moatJal) I Totall.ocal

Senlca Billed Reveaues duriDe curreat 1D0ada) s 100
This measure provides the percenfale accurac:y of the billing invoices for a CLEC-by
dividing the ~renc:e betwcal the total billed revenue aDd toW adjustment revenues
by the total billed revawes" duriDl the cwreDllDOldh.

2. Mea 11IIIe to DeIMr lavaka • II (JDwk:e Truem"sloa Date) - (Date of
SeWn..... BW C)'dc CIoIe)V(Coaaa of IIIwIca TruIIIIJtted Ia Reportlal Period)
TbiI measure prorida the IDC:IJl i.aIawl far biIliq iIIYoica. ClUS-baed iJMric:a
sbaaJd be deIMRd witbilllix (6) workdays. aDd~ iDvaiccI sbouJd be
ddivercd witbiD eight (I) calcndtr dIyL

Objecdw: Mcaswa the pert:eIItIp ollCCDJ'lC)' aDd mean iDtaYa1 for timeliness of
billina records delivered to a.ECI in III qreed upoa format.

IMI e."'£ bdadedS.....£
• a..EC Specific • Ally iIMic:eI rejec:Ud due to fDnDaaiDI or
• Q.EC Agrepte c:oareat errors
• BSTA
Data R.ctaiDCd Relatia~ to CLEe Emeticace: Data R.ctaiaed RcI.tla2 to BST Pcrformaacc:

• Rcpon MoatbJy • Report MoIlthly

• lJIvoic:c Type • RaIil Type

• RaIle • CRIS

• UabuDdled E1emcallllvoices (UNE) • CABS

IInaice TbMbae••

l.II\'oic:e TvDe:,
ToIaI Billed R.eYeIIues TOIal A.djustmeal %Atx:unJ:y

ReveDaCI
a.ECA x x x
CI.EC AGGREGATE x x x
BST AGGREGATE x X X.
- MoDth:
lDYoic:eTVDe:

I "C1US BiIII ....... I "~a:-~ .(by ". Warlultv\
a.ac.......
aJIC.......

.a.-.. I x I
·UNi I I x

1ST.......... X - . - . . .x. ..." .....~............. ... ...a, 998

Pale 31



Bn.LING

SWf Recommendation
Service Quality Measurements

Pcrfonnanc:c RepoIU
Exhibit A

Fvactioa:
Measurement
Oven'iew:

Meuuremeat .
~ctbodology:

Bn.LING

u.. Data Delive Accunc TilDelinell & Com leteacu
The accuracy ofusage records dclivacd by BST to the nEC must provide CLECs ..
with the opportunity ·.,ddMr~ at least IS accurate IS tbcy:., delivered by BST.
Proetuona aDd c:ompuU.:t this meaiwemaIt result for both the~ BC aDd BST allows
adetcrmiDatioD u to wbetber or DOl • exiItI.
1. Usa. Data DeIiwry AD:unI:Y. (Total DUIDber of usage data packs SCD1 during

c:urrent month) • (Total number of usage data packs requiriDg n:transmission
during current month) I Total number ofusa. data padcs sent during current
IIIOIIlh

This IDCaSUIaDCIIl captures the~ of I'CICIDI'dcd usap ucllceolded usaac data
J*kets tlUllDitted enor free aad ill ID qrad upoa formIt to Ihc appropriate CLEC.
u MIl IS a pmty IDCISUI'l:IDCDl apiDst BST Data Pactct TnnPDjssjcm

3. U....Data DcIiYay C 1iijI~ n •• (T0CIl1IIIIIItIer afR.ecorded... records
deIMnd dariDI die c:uneal1DOlllh dIIl_ widIiII thiIty (30) dI)'I ofabe
T • (UIIP record) CI'ClIIe et.Ie} I (TOIl! DIIIIIbcr ofllecorded aapl'ClClOlds
deIiwnd cIuriDI the cuneallIIOIItb)
This meuuremeat pnMda pc:r=arap,Clf lceonkd usaae data (BcIlSouth recorded and
usap RlCOid1i4 by OIber·carricn),-1I 5 I 1and tnamjned to tbe a.EC within thirty
(30) clays of the m • (U8F record) craie d8Ie. It. pmicy IDCiUUI'C is abo prvvicled
IbowiD& compI....... ClfBST T ..pc 1aDd trIDIIDiaIld via OdDS. ,.

3. U....Data DeIiwIy n"ipea • (TotIl JIIIIIbcrClf-. recorda..within
six(6) calend'!' days from initial reccmfiDJ'recei) I (Tocallllllllbcr ofusqe reCords
..r' nil measuremem pnMdes (BellSoutb recorded IDd... ItWidal by ocher
camera) deIM:red to the appropriAte a.EC within six (6) calmd" clays from initial
recordiDg. It. pmty measure is also pnMdcd sbowina timcliDess ofSST messages
pux,eaed and traDsmitUd via CMOS.

Objedift: l"be parpoe of tbae meaIIII'CIDCIII is to "em ...aile the 1eYd ofquality
aDd timelinea ofpI"'O""'iDI aad trI1IPIIi.... afboth typeI ofuqe Uta (BdlSouth
J'ClCCIrIkd aDd usaae rocoaded before 0Iber c:urien) to the ..........._ a.Ec., "

Mecbadolot:r- The...dati will be """".Dically transmitted to Ihc a.EC data
pmcenina ce:ate:r ODCIC daily. nmelincn and COIIIplct"'O" meuura are n:ported OIl

tbesame

1~~!!2~;m~B~~~=~"!!!!=!!"!!DIII:!!!L_------I-=~_If_~~:S-IIII~stta=adea=:;:;;a:--------

21 Tbc performaDce report provided by Bc11South sboM die perc:eutap musqe records..within zero.
ODe, two, dine. foar, aw, ax, IlMlII, cipt, DiJIe, teD to~ aDd 0YeI' 30 days. 'I'benbe, the WDCCi......

by the CLECs tbIl BeUSouth c:ouJd be ProvidiD&.... reconII~.t1M\f . 8
far a.ECs. but still be in parity, could be detected with the pafOlllllllCC iiiei__
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SWI Recommendation
Service Quality Measurements Exhibit A

Performance Rcoons

• eLEe Specific
• aST Aureate
Data Retained Relatinl! to CLEC [Iperieaee: Data Retained Relatiu to 1ST Performaace:

• Repon Monthly • Rcpon MolUhJy

• Record Type • Record Type

• CMOS(~Message Dc... 'efJ.
System)

• Noa-cMDS

UII. Data DeUver)' Accuracy
RcDorted Month:
Reporu:d Month Total Data Packs Total Packs RequiriD& ¥. A1:DJrII::y

Seat RannsmjPiOD

a..ECA x x x
a.EC x X x
BST x x x

Uaaae Records Dmelblea ad Completeaca
R.eDort Period: -,

a..ECA " CLEC AgrqaIe BST AgrqaIe

::, TClIlII I>m:'... :: TCIIII 0-..... :: TCIIII a-a.M
v... ~ v.... ,. v... ,.

x X X X X X X X X
X X X X X X X X X

General Order dated August 31, 1998
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Slaff' RcQ)mmcndatiol1
Service Quality Mcasurcmenu

Performance Reports
OPERATOR SERVICES: TOLL ASSISTANCE AND DIRECTORY ASSISTANCE (Toll DA)
Function: SDeed to AIlnrer Performance

Exhibit A

Measurement The speed of answer delivered to CLEC retail customers. when BST provides Operator
Overview: Services with Toll AssisIcd Calls or Direc:tory Assjetance on behalf of the CLEC. must

be substan1ially the SllII1C u the speed oranswer that BST delivers to its own mail
CUIlOJIIa'S. for cquiw1cDllocal scMces. The same '1cilities and opcraton IR ··lied to
badIe SST IDd CLEC QIItomer calls. u well u iDbu:-wS call queues that willlk.:
di1fereDtiaIe bctwccD BST .t CLEC .w:e.

Measurement
MetbodoloU: 1. Average Speed to Auwer (Toll) •

t (Total Call Waiting Seconds) I (Tocal Calls SeMd)

2. Perceat Auwered wItIlia MXW Secaadl (Toll) •
Deriwd by coavertiq the Avaqe Speed to A.-er (ToU) UIiq Be11Corc Sla1istic:aJ
Iuuwcr CoIlV'a'lioA Tables. to arrive It a pcnz:at orcalls aaswe:red in ICSI thaD 30....,.
3. AftnP Speed to Aalwer (DA) •
t (Total Cd Waitiq SecondI) I (Tatal CaDs Sawd)

4. Perceat Aaawered witlaJn *'X" Secoadl (DA) •
Derived by CODYatiq the Avaap Speed 10 ADIMI' (DA) 1IIiD& BeUCorc Statistic:aJ
Aaswer CoJMnioa Tibia. to arrive at a perce:al d caIlIlDlwe...d in 1csI thaD '10......
DeftaIdoa: "".
Meaauranent of the averaae time in IClCODdI c:a1IJ Mitbefore IIIIWCI' by a ToU or DA
operator aDd the percent orToU or DA c:alls that arc answen:d in less thaD a
predetermined time frame.

MedIodoIoIr.
Tbe Avaap Speed to ADIMI' for ToIllDd DA is pIOYidal today !10m moatbJy systcIII
measuremcDt reportS. tabD from the ceDIDIized caD rouIiDg switc:bes. 'Ibe "Total CaD
Waitiq SecoDda" is alUb cCIIJI1 r:nt m1hiI1DCUIIR, wbidl BcUSouth systems
cak:nJI!e by IDOIlitariD& the totIllIDIDber mcaI1J in queue t1Jro!'pmt tbe dIy "'.
multiplied by the time (in 1IeCODds) betweeD.,IDOIIi1oriq ewaII. 'Ibe "Tocal Calls
Scrwld'" is die otbc:r lUll '" ... II t of this mc:uure."wbicb BdlSoutb I)'IU:IDS record as
the taW aumber ofcalli hudled by 0pcrItar Services TaU or DA c:ada'L

Tbe PeR:cDt ADSMrCd within tal aDd tMM secoDds IDCIIUIaIIeIIt for Toll aDd DA is
demed by 1IIiDs die BeUCore Stltjtdcoal AJts<ftt Coaveniaa Tibia. to COIMIt the
Awrqe Speed to ADswet mcuure into. pe:rcmt ofCI1lI unend witbiIl2Ol3O
..... 1'beBeUCcR CoavasioD TIbJeI are IpCICiac: to the ddbIed panmet.en of
MIlt lime. • ofopcnton. JIID queue Iize aDd call tIw,.., ....... ala.

Cuneat BeI1Soutll call ceater swiu:b teehDolOl)' aDd buIiDesI opcntioDs do DOl provide
mec:lwnized measurements dift'erca.j,tjDe betweea humaD wrIUI machine call IIDI'Wer

. IIICtbock

Geaeral Oftler dated August 31, 1991



StaffRecommendation
service Quality Measurements

Performance Reports
Exhibi\ A

. I

OPERATOR SERVlCES: TOLL ASSISTANCE AND DIRECTORY ASSISTANCE froll DA)
ReDomnr Dimeosioal: Escluded SituatioDI:

• Toll Assis1anc:e (TaU) in Aggregate • Calls abandoned by customers prior \0 answer

• Directory Assistance (DA) in Aggregate by the SST Toll or DA operator

• State

Data RdaiDed (OD Aatt, 'Ue luis): -• Momh

• Call Type (ToU or DA)
• Avant Soeed of Answer

Report Pormau:
Separate Reports will be produa:d for Each SLUe in tbe BeUSoudl Rqioa:

Operator Services: Toll & Directory Assistance

REPORT: Op,ERATOR SERVICES TOLL AND DIRECTORY ASSISTANCE
REPORT PERIOD: XX1XX119XX - XXIXXI19XX
STATE:

AVERAGE SPUD TO ANSWER .. AHSVtERED VtfTHIN T SECONDS
(SECONDSl

,.

TOU ASSISTANCE X ..... 30......
DIRECTORY ASSISTANCE X ....... 20.....

General Order dated August 31, 1991
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E911
Function:

SWf Rcconunendation
Service Quality Mcasun:mcnlS

Perfonnancc Rcpons

Timeliness and Accura~'

Exhibit A

",

Business
Implications:

McasuremeDt
Methodolosy.

• BeIlSouth's goal is to maintain 100% accuracY in the E911 database for all its
CLEC resale and retail customeR by c:omct1y proc:essing all OrdeR for B911
database updates. 'Ibe 911 da,abase update process ensures that the nEe's
updates~ baadled ill parit_' ~th BST', updates. SST uses Network Data Mover
(NOM) to trusmit bath a.EC )·.... IDIS BST n:raiJ E911 updata to sec (third
puty £911 d....... \'aIdor) oace per day for the eatire tqioIL No pm:caiD1
disIinctions lie made beIweeD CLEC records and BST~ Tbesc updates are
pracased within 24 baurs.

• CLECs onIeriD& unbundled switching and facUity-bascd aBC B911 provideR lm

responsible (or the lCCUrI'Yoftbcir da&a that is iDput iJdo the E911 database,
flCiliticHued CLEC recont updaIcs IR trusmiued by die Q.EC 4irec:dy to
sec witbaut &Dy BST iDYoMmeDL

• Wba BST reIail or n:sa1e ft:ICOrds e3lexpeamriieacel!!DCe errors ill seC's I)'SICID, !he erroR
are DOl J'CbInIed to SST far coaftlCtiolL IDIIad, sec budIa aDd comdI all
c:mn 'Witbia 24 boan for bath a.EC raaIe I'IlCOI'dI aad SST IeCIl1 records.

• BeUSoutb 1hraqh its £911 tbiId pill)'~ pnMdeI acx:uracy aDd timeJiam
JDCUUmDaIU for BST aDd ill Q.I!C ftIIIe Q'It ,men. III eddfCioa, BcUSouth
throusb ill E911 dIird put)' l'eIIdar pnwida ID accuncy aDd timeliness report for
CLECs orderiDl unh·ncl1ed ,. . IDd laci1ities.ba... a.ECs.

1. £911 Timeuam· J: (NUDIbCr ofCoDfirmed Ordas) - (Number afOrders missed ill
Reponing Period) I (Number ofOrden Coafirmed ill Rcportiq Period) X 100

2. E911 Atx:unJ:;y • I: (Total DWDber ofsom orden for B911 updates) - rr
Il1IIIIber ofService Older JDtafacc IleconII ($OIRs) with errors aeaeraIal from'Daily
TN activity (baed OD the E911 Loc:al Excb'. Carrier Guide for Facility-Based
Providers) II (Tocal D1IIDber olSOIR orden for E911 updates) X 100

DdiDitiOD: Measma the pcrceDtap or ICCUratc 911.darabelt updiatcs
.. Metbodolocr. .,

Mechanized meuic fiom .' •nstem

Genenl Order dated August 31, 1998



E911

StaffRecommendation
Service Quality Measurements

Performance Reports
Exhibit A

..

RcDortinl Dimensions: Excluded Situations:

• BST Aggregate (Includes CLEC resale • Arty order c:anceled by the CLEC.
c:ustollle") • Order Activities ofBST associated with

• State aDd 71esioaal Level imemal or admiDistr•.lve use of local scMca
DItI RdaiDed toCLEC Dati RetahTCd 10 B~; PaformaDce:

• ReponMontb • R.cpon MoDth

• CLEC Order Number • . ErrorType
• Order Submission Date • AWI'3Je number of error
• Order Submission Time • StaDdard Order Activity

• EnorType • Stale and R.ePoa
• Error Notice Date
• Enor Notice Time
• StaDdarcl Order Activity

• State and RftiGIl

E911 Timeljnep % witbiD 24 Hoan
Q.ECA .. X
CLEC AGGREGATE X
BST AGGREGATE X

E'tl Accuracy

. ,

. ,

GeDeral Order dated August 31, 1991
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TRUNK GRoup PERFORMANCE

Slaff Recommendation
Service Quality Mc.a5\nntents

Performance Rcpons
Exhibit A

Fuaetioa: Interconnection Trunk Performance
Measuremeat In order to CnsuR quality service to the CLECs IS well IS protect the integrity of the

Oveniew: SST network., BST coUeeu tralfic performance dati on &be tnmk groups
interconnected with tit a..BCs IS wd1 IS all otbc"' tnmk UDUDS in the BST network.

Mealuremeat 1. COaapantiYe Tnuak ~raap Senice s..-.". Provides CIOmpll'aUvc

Metbodology: IDCUUI'eIbcDtI of the truDk groups wbic:h cxcccd the b1oc:kia8 thrabolct 4uriDg
tbcir busy houri, IS wd1 IS tbe total aumbcr of tnmk poops mcasurc:d.

2- Tnmk Group Serricc Report: CQDtIiDs the service perfOrmaDCC results of all
fiaal tnIDk paups (boLb BST edmjnjstnd truDk JI'UUPI1Dd a.:EC administered
tnIIIk 1IOUIlI) bet"M!CD PoiDt afTerminltjem (POT) IDd SST tandems or end
affica. by rqioa. by <UC. a.BC AgrepIe. aD4 SST agrepte.

SpecificaUy measures the ICtal DIJIDber oftnmt paupI.- DUIIIber oltnmk JI'OUPS
......... IDd tbe IIIUIIbcr ol tnmk IftlUIlI wbic:b exc:ecd the blockiDl thn:sbolcS
duriDg their busy baun.

3. Tnak Graap Senxc DdaJl: PRMda a deWJed lilt ofaU fiDa1 trunk groups
bclweeD POTs aDd SST cad ofIiceI or lInMms (A<ad aDd z.ad for SST Local
trIIIIb) inc;lnctina the ICbII1 b1oc:lr:iDa JlCibwac:e wbeD Noc:Id"l cxa:cds tbt
DIIIIIIftId bladriDa tbIabaId. Tbe hlndrin. paformuce iadurlel abc obIemd
Nockin. aumbcr for a padicuIar Tmnk Group Serial Number (TGSN).

- ..

Blockin& tluabolds for all tnmk groups are 3%. except BST erro. wbich is 2"..
Measured Blocking "(Tow number ofBlockcd Calls)l(Torai number oC
An 4J'ed Calls») X 100

ReDordJt~ DiaaaaloDl: laded SIWtdou:
• BST Tnmk Group Agrepte • Tnmk GroupI for which valid trafBc daIa
• CLEC Tnmk Giaup AgrepIe IIaSIII'C:IDeII uDnai1abIe.
• cueTnmk Graup Specific
• Statc, R.cai0ll aad MSAa LewI
Data .-.Iaed Relada. to CJ..ZC Data .RetaJ1ICd to BST PerfOI'lUllCe:

• Report Moatb • RcpodMoalh
• Total Tnmk GraapI • TOlII Truak GnJapI

• TOIal Tnmk·Graap far whic:b dIta awilIble • T~ Tnmk Graup far wbidl dIta IWiJabJe
• Tbrabo1cl cxceptioaa • 11u'eIbDId e:x,e~ tiDal
• Exccptious peR:eDt or the total • ExccptioaI pen:eat ofthe total
• Stale RqioD IIId~ • SIIIe ReaioD aDd~
• ExccDtion Trunk detail • - . Tnmk detail

Genenl Order dated August 31,1991
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TRUNK GROUP PERFORMANCE

511ft'Recommendation
Service Quality Mcasurcmcnts

Performance Reports
Exhibit A

1. Comoarative Truak GrouD Service Summary
I CAe I cue - BSTCTT" 8ST1.-I

j ITIt 0IpI I TClIII Tit 0IpI 'TltQlpl TClIIITltQrpl nitQIpII 1&.· Tit QIpI nltQrpl! To.. TltQrpl...... ......... ...... ....... ...... ....,.. ..... Mea'''''''
I X X X X X ~ X X T x'~

2. Truak GrouD semee Reoort,

CLEC1 .,

ReaiOn

BSTAdmII.... AL I Go\ I KY I LAI Mal Mel NFl scl SF" '"" I TOTAL

Tatli Tnn GtDupE • • • • • • • • • • •
TIIC~"""oc: • • • • • • • • • • •
Tata.,..~~~ x • • • • x x x • • •

ClECAdlI.....

Tatli Tnn QIaupc x x • • • x • x • • •
Tftc QrpI U...'F'Vuc • • • • • • • • • • •
Tat c:a.,..~~ lIIoc1dnlf • • • • • • • • • • •

TOTAL
T*, Tnnc a..pc x • • • • • • • • • •
Tftc QrpII".'PIuc

0'
x • x • • • • x x • x

Tat Qrpa.~ ot.rwd bIaddng x • • • • • x • • • •
I r I I r 1 1 I I I
T I I I I I I I r I

CUCAggNptl

R~

SST AdrNnlltered AL I QAI KY I LA I MS I Mel NF I sclSF I '"" I TOTAL
TOt.I Tnn 0nKIpe:

,
x • • • • x • • x • '. x

TIk~MM-'PftIc: • • • • • • • • • x" x
Tat~. 3~ oo-V'8d bIocIIdng x • x • x x x • • • •

CLECAdmInIIIlMwd
Teat Tnnc 0nKIpe: • • • • • • • • • • •
TIte QrpI UIIIIProc: x • · x • • • • X X • x
Tat cae,. •~ 0bIervM bIoc:IIdnt • • • • • • • • • x •

TOTAL

Tatal Tnn Graupa: • • • • • • • x • • •
TJ1c QrpIMlaWPnlc: • • • • • • • • • • •
Tat Oqle.~ 0bIeMId bIDddng • • • • • • • • • • x
IPeT, • • • • • • • • • • •I 1 I I I I I I I I

I I I I I 1 r -, I I

General Order dated August 31, 1998
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TRUNK GROUP PEllFORMANCE

StaffRecommendation
Service Quality Mcasumnents

Performance Reports
Exhibit A

:...unCTTGTnnc... ...
Ree.°"-

8ST~"" AL I CA t I(Y I LA I MS I NC I NF I sc I SF I TN I TOTAL

Tot_. Trunk Groupa: • • II: II • II II: • II: • II:

TIte GIpa MelllProc: . 11 11 11 11 II: 11 11 11 11 X •
Tot Qr1:)e • ~ obIMwd bIocIdng 11 11 X 11 11 11 11 11 x 11 11

AdmnlllleNd

Total T",,* Qraupe: I I I I I II: I II: I I 11

Trtl:arp.~ • 11 • 11 I I I I I I 11

Tot Gfpe. a obIIMd bIoddng I I • II: • II: • II: II: • •
TOTAL

T*,Trunk~ Il x Il Il Il Il Il Il Il Il X

Trtc GIpa MHIIProc: x • • Il Il Il • • Il Il •
Tot Grpe. a ot.Md bIoddng Il 11 Il I I Il I Il • Il 11

I I I I I I I I I I ..
I I I I I I I I I I

IIeItsoueb Local Netwoftl

R.alan

SST Adn*l..ered AL I GA I I(Y I LA I MS I NC I NF I se I SF I TN I TOTAL

TealT",,*~: Il Il Il 11 11 11 X 11 11 • . Il

Trtcarp. ......... I II: I II: II • I • II II Il

Tot Grpe • " ClbIMwd tlIDddng II: • II • Il 11 • • • • •

J. Tnuak Graap SuYIcc DetaIl

CLEC

I"";80 1-':';;'1'OSI~X~N...-jt-:IW:';:;:~~X:'='-

TOSN TAHElIM
x x

BST Local Network

x x ~1W::~I~ ~~ ~ I~I
General order dated August 31, 1991



Staff RecommendatioD
Service Quality Measurements

Performance Rcporu

TRUNK GROUP PERFORMANCE

Jdentific:r for the BcUSautb mel of AJpbaNum(11)
the Trunk Ciraup.
Pan of37 cbaradcr Common
LanJWlge Location Identificr(CLLO
code. .

Exhibit A

POT

TANDEM

ENDOmCE

A-END

Z-END

DESCRPI'

TGSN

OBSVDBLKG

ldaWficr for the Q.EC PoiDt of AlpbaNum(ll)
TcrmizWiOD(P01')Clf the Tnmk
GnJup.
PIn of 37 c:barKIcr Com.......
LDCIUon LaD.... Jdemjfia(CLLI)
code.
Jdc:nrifier far the BcllScJnt.b Tudem AlpbaNum(II)
cad ~tbe Tnmk Group.
PIn or37 cbanI::tcr Common
Laquap 1Acati0ll 1dentifia(QJJ)
code.
ldartificr for the BelISoath EDd AlphlNum(ll)
01Ice ttl the Tnmk Group.
Put 0137 c:baDd.er Qmnncw
LocatioD LaDpap Jdentifia(CLLI)
code.
ldeDtificr for tile BdlSouth AlpbaNum(ll)
OrigiDatinJlLow Alpha eDd oftile
Tnmk Ciraup.
Pan of37 cbandcr CoIIUDOIl
LaDpap 1.ocIIioD 'dentjfia(CJJ)
code.
Jdentifjer far tbe BeUSoutb AJpbaNum(ll)
Tenninetj"llHip Alpba cad of the
TnmkGruup.
Pan fIl31 cbIracIcr Common
LCJCI'imt LaDpap 1deDtifIer(a.LI)
code.
DeIc:ribeI fwIctioIIIopcalDoa of the AlpbaNum(15)
TnmkGJaup. .
Put 0137 cbancter CoIIIIIIOIl
' ..n..... I ae:atMwi letc:ntifla(CIJ.J)
code.

BJocIdDI DIio ddermiDed from Numeric
tratlic data IDeIIIImIIeIIt.(fGCal
D1IIIIbcr ofcalls blockedlTacal
number ofcalls

General Order dated August 31, 1998
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